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SYSTEME DE PRISE EN CHARGE DE DECISION POUR EVALUATION D'UN L1TIGE 

Patent Assignee: 
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Patent Assignee: 

• Pomerance, Brenda; (3904990) 

260 West 52 Street, Apartment 27B; New York, NY 10019; (US) 
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Inventor: 



• Pomerance, Brenda 

260 West 52 Street, Apartment 27B; New York, NY 10019; (US) 
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Patent Applicant/Inventor: 
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Derwent WPIX 

(c) 2009 Thomson Reuters. All rights reserved. 



00 1 629 1 324 & & Drawing available 
WPI Acc no: 2007-007489/200701 
XRPX Acc No: N2007-005298 

Pre-litigation case process deciding method, involves receiving information about case 
from claimant at computer, and processing case based on comparison that is selected by 
computer 

Patent Assignee: DODELL H (DODE-I); POMERANCE B (POME-1) 
Inventor: DODELL H; POMERANCE B 
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(c) 2009 Thomson Reuters. All rights reserved. 

00 1 52 1 2938 & & Drawing available 
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Method for resolving dispute related to pre-existing agreement during transaction, 
involves presenting information related to request through computerized system, to 
respondent in cultural context different from context of initiator 

Patent Assignee: EBAY INC (EBAY-N) 
Inventor: FEMENIA N; POMERANCE B 
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Method for automated resolution of complaint from complainer against party by 
detecting lack of agreement between complainer and party, and automatically 
mediating between them to resolve complaint without human mediator 

Patent Assignee: POMERANCE B (POME-I) 
Inventor: POMERANCE B 
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Patent Literature - Non Full Text Subject Searches 



[File 347] JAPIO Dec 1 976-2007/Dec(Updated 080328) 
(c) 2008 JPO & JAPIO. All rights reserved. 
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(c) 2008 The Thomson Corporation. All rights reserved. 



Set Items Description 

51 4082879 S (COMPLAINT? OR PROBLEM? OR DISPUT? OR GRIEVANCE? OR 
GRIPE? OR PROTEST OR PROTESTS) (3N) (RESOL? OR SOLV? OR SOLUTION OR 
PROCESS? OR SYSTEM? ? OR CHANNEL? OR DESK? ? OR COUNTER? ? OR PROCEDUR? 
OR MED I AT? OR INTERVENTION OR MAN AG? OR HANDL? OR RECEIV? OR RECEPT? ) 

52 109149 S { {AUTOMAT? OR COMPUTER? OR INTERNET? OR NETWORK? OR 
INTERACTIVE OR INTERFACE OR ELECTRONIC OR SOFTWARE OR MICROPROCESSOR? 
OR PROCESSOR? OR CYBER? OR MACHINE) (4N)S1) OR ECOMPLAIN? 

53 732 S (RECEIV? OR RECEPTION OR INPUT??? OR INTAK? OR 
ACCEPT? OR READ? OR ENTER?) (4N) (COMPLAINT? OR PROBLEM? OR DISPUT? OR 
GRIEVANCE? OR GRIPE? OR PROTEST OR PROTESTS) 

54 2863 S (REMED? OR SOLUTION? ? OR FIX OR FIXES OR SOLV? OR 
RESOLUT? OR RESOLV? ) (5N) (SELECT? OR DECID? OR DECISION OR CALCULAT? 
OR ASSESS? OR CHOOS? OR CHOICE? OR COMPUTE OR COMPUTING OR COMPUTES OR 
COMPUTED ) 

55 616 S (REMED? OR SOLUTION OR FIX OR FIXES OR SOLV? OR 
RESOLUT? OR RESOLV?) (5N) (SUGGEST? OR PROPOS? OR ADVANCE OR ADVANCES 
OR ADVANCING OR OFFER? OR PUT? () FORWARD OR RECOMMEND? OR SUBMI?) 
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RESULTS; Patent Literature - Non Full Text Siibiect Search 



6/3.K/15 (Item 15 from file: 350) Links 
Fulltext available through: Order File History 
Derwent WP1X 

(c) 2009 Thomson Reuters. All rights reserved. 

0010555373 & & Drawing available 
WPI Acc no: 2001-158956/200116 
XRPX Acc No: N2001-1 15857 

Non-judicial dispute resolution management system for insurance company, claims 
department, has electronic architecture to receive, sort and store data related to dispute 
between several adverse parties 

Patent Assignee: CLICKNSETTLE.COM INC (CLIC-N); KOLIKENSAT DAKANG CO 
(KOLI-N); NAM CORP (NAMN-N) 
Inventor: ISRAEL R; SPECHT W F 



Patent Family ( 9 patents, 91 & countries ) 



Patent Number 


Kind 


Date 


Application Number 


Kind 


Date 


Update 


Type 


WO 2000068865 


Al 


20001116 


WO 2000US13111 


A 


20000511 


200116 


B 


AU 200051323 


A 


20001121 


AU 200051323 


A 


20000511 


200117 


E 


BR 200010506 


A 


20020213 


BR 200010506 


A 


20000511 


200220 


E 








WO 2000US13111 


A 


20000511 






CN 1352777 


A 


20020605 


CN 2000807332 


A 


20000511 


200261 


E 


EP 1242960 


Al 


20020925 


EP 2000935938 


A 


20000511 


200271 


E 








WO 2000US13111 


A 


20000511 






J P 2002544601 


W 


20021224 


JP 2000616573 


A 


20000511 


200313 


E 








WO 2000US13111 


A 


20000511 






US 6766307 


Bl 


20040720 


US 1999133441 


P 


19990511 


200448 


E 








US 1999141650 


P 


19990629 












US 1999145158 


P 


19990722 












US 1999146677 


P 


19990802 












US 1999156169 


P 


19990927 












US 2000177133 


P 


20000120 












US 2000568674 


A 


20000511 






AU 771486 


B2 


20040325 


AU 200051323 


A 


20000511 


200454 


E 


US 20040210540 


Al 


20041021 


US 1999133441 


P 


19990511 


200470 


E 








US 1999141650 


P 


19990629 












US 1999145158 


P 


19990722 












US 1999146677 


P 


19990802 












US 1999156169 


P 


19990927 












US 2000177133 


P 


20000120 












US 2000568674 


A 


20000511 












US 2004842766 


A 


20040511 







Alerting Abstract ... and new data network generated during a dispute resolution process. A 
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reckoning module executes a selected resolution process based on the received dispute 
resolution data and transmits the generated data during resolution process to the management 
module... 



9/3.K/13 (Item 2 from file: 350) Links 
Fulltext available through: Order File History 
Derwent WPIX 

(c) 2009 Thomson Reuters. All rights reserved. 

0007632704 & & Drawing available 
WPI Acc no: 1996-251294/199625 
XRPX Acc No: N1996-21 1226 

Expert system for interactive assistance in health care management - searches topical 
library to identify information relevant to description of medical condition and 
proposed procedure, to assist user in assessing proposed solution 

Patent Assignee: AETNA LIFE & CASUALTY CO (AETN-N) 

Inventor: HELD J; HIGGINS B; MCANDREW P D; POTASH D L; WAY AND J 



Patent Family ( 1 patents, 1 & countries ) 



Patent 
Number 


Kind 


Date 


Application 
Number 


Kind 


Date 


Update 


Type 


US 5517405 


A 


19960514 


US 1993136649 


A 


19931014 


199625 


B 



...identify information relevant to description of medical condition and proposed 
procedure, to assist user in assessing proposed solution Alerting Abstract ...is available 
in either a full text or synopsis format, to assist a user in assessing the appropriateness of the 
proposed solution. Original Publication Data by Authority ArgentinaPublication No. 
...Original Abstracts:is available in either a full text or synopsis format, to assist a user in 
assessing the appropriateness of the proposed solution. An inference engine provides a 
recommendation to the user as to the appropriateness of the proposed solution based on 
information entered via the user interface... 



9/3,K/12 (Item 1 from file: 350) Links 

Fulltext available through: Order File History 
Derwent WPIX . 

(c) 2009 Thomson Reuters. All rights reserved. 

001 1 104909. & '& Drawing available 
WPI Acc no: 2002-040794/200205 

Related WPI Acc No: 2000-061738; 2001-615581; 2002-627077; 2008-A16979 
XRPX Acc No: N2002-030260 - 
Computer network collaboration method for network users, involves consolidating 
statements selected from modified narrowed group of proposals into final proposed 
solution for problem 
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Patent Assignee: FERGUSON B (FERG-I) 
Inventor: FERGUSON B 

Patent Family ( 1 patents, 1 & countries ) 



Patent Number 


Kind 


Date 


Application 
Number 


Kind 


Date 


Update 


Type 


US 20010042056 


Al 


20011115 


US 1996657984 


A 


19960604 


200205 


B 








US 1999416143 


A 


19991012 







Original Publication Data by Authority ArgentinaPublication No. ...Original Abstraets:the 
modified sets of statements of the modified narrowed group of proposals, and consolidating 
the selection of statements into a proposed solution for the problem. ...Claims:second sets of 
statements of the modified narrowed group of proposals; and j) consolidating the selections 
of statements into a proposed solution for the problem. 
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Patent Literature Full Text - Subject Search 



[File 348] EUROPEAN PATENTS 1978-200836 
(c) 2008 European Patent Office. All rights reserved. 

[File 349] PCT FULLTEXT 1979-2008/UB=20080904|UT=20080828 
(c) 2008 WIPOAThomson. All rights reserved. 



Set Items Description 

51 4716 S (COMPLAINT? OR ARGUMENT? OR DISPUT? OR GRIEVANCE? OR 
GRIPE? OR PROTEST OR PROTESTS) (3N) (RESOL? OR SOLV? OR SOLUTION OR 
PROCESS? OR SYSTEM? ? OR CHANNEL? OR DESK? ? OR COUNTER? ? OR PROCEDUR? 
OR MED I AT? OR INTERVENTION OR MANAG? OR HANDL? OR RECEIV? OR RECEPT? ) 

52 651 S { (AUTOMAT? OR COMPUTER? OR INTERNET? OR NETWORK? OR 
INTERACTIVE OR INTERFACE OR ELECTRONIC OR SOFTWARE OR MICROPROCESSOR? 
OR PROCESSOR? OR CYBER? OR MACHINE) (4N)S1) OR ECOMPLAIN? ■ 

53 165 S (PREPAR? OR OUTPUT? OR WRIT? OR ORGANIZ? OR SYSTEMAT? 
OR LIST???. OR PRESENT?) (4N) (COMPLAINT? OR ARGUMENT? OR DISPUT? OR 
GRIEVANCE? OR GRIPE? OR PROTEST OR PROTESTS) 

54 228 S (RECEIV? OR RECEPTION OR INPUT??? OR INTAK? OR 
ACCEPT? OR READ? OR ENTER?) (4N) (COMPLAINT? " OR PROBLEM? OR DISPUT? OR 
GRIEVANCE? OR GRIPE? OR PROTEST OR PROTESTS) 

55 111 S (REMED? OR SOLUTION? ? OR FIX OR FIXES OR SOLV? OR 
RESOLUT? OR RESOLV?) (5N) (SELECT? OR DECID? OR DECISION OR CALCULAT? 
OR ASSESS? OR CHOOS? OR CHOICE? OR COMPUTE OR COMPUTING OR COMPUTES OR 
COMPUTED ) 

56 91 S (REMED? OR SOLUTION OR FIX OR FIXES OR SOLV? OR 
RESOLUT? OR RESOLV?) (5N) {SUGGEST? OR PROPOS? OR ADVANCE OR ADVANCES 
OR ADVANCING OR OFFER? OR PUT? () FORWARD OR RECOMMEND? OR SUBMI?) 



S7 


6 


S 


S6 (4W) S4 


S8 


1 


S 


S7 NOT AY>2001 


S9 


6 


s 


S6 (4N) S4 


S10 


0 


s 


S9 NOT S7 


Sll 


0 


s 


S1(4N) (NONHUMAN OR NON ( ) HUMAN) 


S12 


68 


s 


S3 NOT AY>2000 


S13 


15 


s 


S12 (S) S4 


S14 


10 


s 


S5 (4W) S6 


S15 


5 


s 


S14 NOT AY>2000 


S16 


72 


s 


S4 NOT AY>2000 


S17 


39 


s 


S16 (4N) S2 



13 



RESULTS: Patent Literature Full Text - Subject Search 



13/3K/14 ([tern 14 from file: 349) Links 
Fulltext available through: Order File History 
PCT FULLTEXT 

(c) 2009 WIPO/Thomson. All rights reserved. 
00343984 
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Detailed Description: 

...some are not, and 

a vendor's reputation can be needlessly harmed by 
unanswered, unfounded complaints, 
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Additionally, consumer complaint organizations 
are typically local or regional organizations without ties 
to one another, Accordingly, the methods used for 
resolving complaints vary among the organizations, 
resulting in inconsistent handling of consumer complaints, 

In view of the foregoing, there is a outlined above and provides an improved method and 

apparatus for handling, processing, and resolving a 
complaint, More particularly, the present invention 
provides a method and apparatus for handling a complaint 

that allows consumers to lodge The central computer is 

preferably a microcomputer operable for performing all the' 
steps in the complaint handling method including receiving 
a complaint, notifying the subject of the complaint of the 
receipt of the complaint, receiving a response f rom the 
subject of the complaint, posting the complaint and 
associated response.. .now to the drawings, Fig. 1 illustrates 
preferred complaint handling apparatus 10 for implementing 
the complaint handling method of the present invention. 

Complaint handling apparatus 10 is preferably coupled with 

a plurality of access terminals 12 by communications 10 includes conventional memory, 

input 

and output ports, and a modem, and is operable for 
receiving, storing and retrieving a complaint and a 
response thereto, 

Access terminals 12 are provided for users to 
enter complaints and responses for delivery to complaint 
handling apparatus 10 and for receiving transmissions from 
complaint handling apparatus 10, Access terminals 12 
preferably include conventional memory, input and output 
ports,, and a modem, and are operable for receiving and 
transmitting complaints to complaint handling apparatus 
10, Access terminals 12 are preferably personal computers 

such as IBM compatible microcomputers 12 to complaint handling 

apparatus 10, 

Those skilled in the art will appreciate that 

the complaint handling method of the present invention is 

applicable to virtually all types of hardware and 

preferred complaint handling apparatus lor 14 as described 

herein are merely illustrative of the preferred embodiment 
of the invention, 

The complaint handling method of the present 
invention is implemented in the form of a computer program 
for operating complaint handling apparatus 10. The 
computer program is preferably stored in the read-only 
memory (ROM) of complaint handling apparatus 10, but may 

also be stored in the hard drive memory of apparatus are preferably stored in the hard 

drive 

memory of apparatus 1 0, 



15 



The method of the present invention handles user 
complaints,, messages and responses, The complaint or 
message may concern products including goods, classes of 
goods... to the main menu of options. 

Fig, 2B illustrates the complaint registration 

step of the complaint handling method of the present 

invention. If the "Register a Complaint" option is 

selected at step 200, the program proceeds at Fig. 2C as described below, 

Step 202 of Fig, 2B prompts the user to enter 

his or her complaint. The preferred program prompts the 

entry of a detailed description of the complaint, the 

action... 

13/3K/1 1 (Item 1 1 from file: 349) Links 
Fulltext available through: Order File History 
PCT FULLTEXT 

(c) 2009 WIPO/Thomson. All rights reserved. 
00755455 

SYSTEM AND METHOD FOR PROVIDING COMPLETE NON-JUDICIAL 
DISPUTE RESOLUTION MANAGEMENT AND OPERATION 

SYSTEME ET PROCEDE DE GESTION ET DE MISE EN OEUVRE COMPLETES DE 
RESOLUTION NON JUDICIAIRE DE LITIGES 

Patent Applicant/Patent Assignee: 

• NAM CORPORATION 

Suite 336, 1010 Northern Boulevard, Great Neck, NY 1 1021; US; US(Residence); 
US(Nationality) 

Inventor(s): 

• ISRAEL Roy 

63 Shelter Lane, Roslyn Heights, NY 1 1577; US 

• SPECHT Willem F 

Apartment 2G, 125 South Bay view Avenue, Freeport, NY 1 1520; US 

Legal Representative: 



• BARON Ronald J 

Hoffmann & Baron, LLP, 6900 Jericho Turnpike, Syosset, NY 1 1791; US; 





Country 


Number 


Kind 


Date 


Patent 


WO 


200068865 


Al 


20001116 


Application 


WO 


2000US13111 




2000051 1 


Priorities 


us 


99133441 




1999051 1 




us 


99141650 




19990629 




us 


99145158 




19990722 



16 





us 


99146677 




19990802 




us 


99156169 




19990927 




us 


2000177133 




20000120 



Detailed Description: 

...dispute resolution separately (another aspect of it is the electronic architecture for 
managing non-judicial dispute resolution). 

Furthermore, the present invention includes the concept of maintaining an on-line real-time 
updated database for managing non-judicial dispute resolutions which includes the 
management module configured as described above, e. to receive, sort and store dispute 
resolution data and to provide internal continuous compilation of the data into searchable 
records. This an electronic architecture as fully described hereinbefore. 

9 

Another aspect of the method of the present invention includes managing nonjudicial 
disputes by providing an accessible architecture set forth above, receiving dispute resolution 

data from one or more of the parties, storing the data and prompting the levels of 

identification and use. 

Thus, a party inputs data corresponding to a non-judicial dispute resolution, the system sorts, 
organizes and ...of non-judicial dispute resolution procedures. The system also allows users 
of the system to organize data corresponding to multiple disputes, manage that data into a 
form selected by the user, and generate reports based on the data from one or more disputes 
that have been input into the system to which they are a party. In a pre {erred embodiment, 
the present system allows parties to disputes to effectively and efficiently input sort, 
orpranize and manage the data corresponding to disputes, and resolve disputes via the 
internet. .of the non-judicial dispute resolution procedures.—- The architecture 3 allows the 
parties to a dispute to input the data relevant to the dispute, organize, compile and store the 
data, query the data, update the data with any additional data.. .addition to adding and 
negotiating a dispute as described above, may also manage the data entered for a dispute 
and the new data generated during ...on the "Browse Disputes" icon 42 on the Program User 
Page to access the Browse Disputes List. Preferably, the Browse Disputes List is displayed 
to the Program User as sorted by Dispute Status. 

The system, however, can... Only Access 

If the opposing party is not registered and only wishes to settle the dispute with the present 
system, they simply enter both the access and dispute codes for the particular dispute they 
wish to negotiate and select "settle-only" access. 

36 later date. 

Thereafter, the management module will send all dispute resolution data 

corresponding to the input access and dispute codes to the reckoning module. Since a 0 " 

responding party choosing to utilize the settle settle only access user. This display will 

notify the settle only access user of the present status of the dispute, any recent activity, etc. 
For example, if the dispute has already expired or has been by the system. Additionally, 
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the system will list any dates and amounts of demands/offers entered for the dispute, if any, 

and the settlement date and amount in the event the dispute was resolved code and 

dispute code, the 

management module sends all dispute resolution data corresponding to the input access and 
dispute codes to the reckoning module. The system will display all relevant information 
regarding the dispute to the parties. For example, the display will notify the parties of the 
present status of the dispute, any recent activity, etc. For 1 5 example, if the dispute has 

already expired or by the system. Additionally, the system will list any dates and amounts 

of demands/offers entered for the dispute, if any, and the settlement date and amount in the 
event ...accordingly. The system employs a method for notifying the user of the status of the 
dispute by organizing the disputes entered into the system into certain color-coded 

categories. For example, those disputes highlighted in yellow and that the dispute will 

expire within ten (10) days if not settlement is reached; disputes listed in red indicate that 

the opposing party was the last party to enter a demand that the dispute expires within ten 

(I 0) days if no settlement is reached; and disputes listed in blue indicate to the user that the 
opposing I 0 party was the last... 
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Detailed Description: 

...proxy services, managing load balancing such as spreading tasks among servers and 
rerouting data around problems. The capability to reroute data around problems includes 
identifying and automatically bypassing an unavailable.. .session, presentation, and 
application layers, from lowest to highest layer. 

X.25 is an interface organized as a three-layered architecture for connecting data terminals, 
computers, and other user systems or.. .and the Customer Quality of service Management 
Process 1302. It is responsible for receiving service complaints from customers, resolve 
them to the customer's satisfaction and provide meaningful 
73 

status on... 
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Detailed Description: 

...manager can process the grievance. The third party 
system manager accesses the system and is presented 
with the grievances received for each company account 
associated with the system. Each complaint will 
indicate from the interactive... 



Claims: 

...A method of resolving complaints 

between an employee and an employer, comprising thesteps ofireceiving an employee 
initiated complaintat a third party organization;processing said complaint; 
andintermediating between said employee andsaid employer to resolve said complaint. 
1 7 The method. ..to request input 

from the worker via the input device, and todetermine from the input a type of 
grievancepresented; andis the interface further being operable undercontrol of the program 
to forward said... 
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Detailed Description: 



...in a negotiation session to resolve a situation. Although Fig. la shows only two 
parties there may be more than two parties engaged in a negotiation session. Each 
party preferably has. ..parties, according to the ratings given by the parties. In an 
alternate embodiment, Step 520 does not involve the parties independently 

choosing ZOPA components and rating them. In another embodiment of 530. 

The first party may select one 30 of the ZOPA components as an ideal resolution or 
may choose a unique resolution . The offered resolution must be legitimized. The 
first party legitimizes the offered resolution 
14 

by giving reasons supporting... select a desired resolution in Step 1213 from the set 
of ZOPA components, or may choose the first party's proposed resolution. If there 
are remaining issues in Step 1214 the process loops back to Step 1212... 
...components retrieved in step 1212 of Fig. 12b as well as the first party's proposed 
modified resolution. The second party may select a desired resolution in Step 
1253 from the this set of possible resolutions or may choose to modify 
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Claims: 

...a claim, and to be bound by a resolution of 

the claim transmitted from the automated dispute resolution system; receiving an 
engagement indication from a second party to engage theautomated dispute resolution system 
for.. .a claim, and to be bound by a resolution ofthe claim transmitted from the automated 
dispute resolution system;receiving an engagement indication from a second entity, adverse 
to thefirst entity with respect to. ..further comprising:storing case related information for the 
settlement and the paymentamount in the automated dispute resolution system for 
tabulation. 

61 A dispute settlement method comprising: 

receiving offers and demands with respect to a claim, each of the offershaving been 
received. ..receiving a first value from a first entity with respect to a claim in anautomated 
dispute resolution system;receiving a second value from a second entity with respect to the 

claimin the automated revealeither of the first or second values; andreceiving the new 

value in the automated dispute resolution system . 
81 A dispute settlement method comprising: 

receiving a claim sub mitted by an initiator for a dispute resolutionnegotiation;subsequent to 
the. ..usage by the first or second entity. 139. The method of claim 138 further including: 
receiving third signals from the dispute resolution system forforwarding to a computer 
associated with either the first or the second entity which, when received, would cause the... 
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Original Publication Data by AuthorityArgentinaPublication No. Claims:Claim 7. A 
complaint handling computer apparatus for handling user complaints from complainants 
against subjects, said apparatus comprising: receiving means for receiving a complaint 
from a complainant against a subject and a response to said complaint from the 
subject;negotiating means for negotiating a settlement... 
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Alerting Abstract ...ADVANTAGE - Enables automatic testing of received grievance 
report even in absence of maintenance person. Reduces work load of maintenance person. 
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Detailed Description: 

...terminals, and a 

communications network coupling the central computer with the access 
terminals. The central computer is programmed to receive complaints and 
responses, store the complaints and responses in individual data records, and negotiate 
settlements to ... 



Claims: 

...Claims: 

1 A computer program stored on a computer-readablememory device for directing a 
computer to handle user complaints againstsub.ects, said computer program comprising: 
receiving means for receiving a complaint from a complainant againsta subject and a 
response to said complaint from the subject.. .telecommunicationsnetwork. 
16 A method of handling user complaints against subjects 

comprising the steps of:receiving into a complaint handling computer means a complaint 
froma complainant against a subject and storing said complaint in adata record-, receiving 
into said complaint handling computer means a response tosaid complaint from the subject 

and storing said response in said .the complainthanding computer means to retrieve and 

review the contents ofthe data record; receiving into said complaint handling computer 
means a judgment ofthe complaint rendered by the negotiator; andstoring said judgment in... 
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Alerting Abstract ...NOVELTY - An information processor (100) processes the received 
complaint audio data of a person, specifying about an accident or service failure and records 
it... 
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...involves using computer for receiving and storing complaint in directory categorised 
by vendor and product and storing corresponding vendor response Original Publication 
Data by AuthorityArgentinaPublication No. Original Abstracts:A method and apparatus 
for handling a complaint and associated response in a computer by way of a 
telecommunications network is provided. The complaint handling method includes the steps 
of receiving a complaint (202), notifying the subject of the complaint (210), receiving a 
response to the complaint from the subject, and storing the complaint and associated 

response on a publicly accessible computer bulletin board (208 and associated response 

in a computer by way of a telecommunications network is provided. The complaint 
handling method includes the steps of receiving a complaint, notifying the subject of the 
complaint, receiving a response to the complaint from the subject, and storing the 

complaint and associated response on a publicly accessible computer bulletin board for 

handling a complaint and associated response in a computer by way of a telecommunications 
network is provided. The complaint handling method includes the steps of receiving a 
complaint (202), notifying the subject of the complaint (210), receiving a response to the 
complaint from the subject, and storing the complaint and associated response on a publicly 

accessible computer Claimsrcomplaints concerning products provided by a plurality of 

different vendors comprising the steps of:providing complaint handling computer means 
operable for receiving one of said complaints and a response thereto, said complaint 
handling computer means including memory means for storing said complaint and 
response and retrieving means for retrieving said complaint and response;receiving into said 
complaint handling computer means said complaint concerning a product provided by a 
vendor and storing said complaint in a directory categorized by a characteristic relating to 
said product;notifying the vendor of the receipt of said complaint in said complaint 
handling computer means;receiving into said complaint handling computer means said 
response to said complaint from the vendor of said product and storing said response in said 

directory in association with said complaint;creating area in said complaint handling 

computer means which can only be accessed by the complainant and the vendor; 
andreceiving into said private message area negotiations between the complainant and the 
vendor regarding said complaint... 
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for the independent representation of user requirements followed by their negotiation. The 
model centers around three themes: user participation, resolution generation, and negotiation 

records.- To support these themes, we have built a tool which provides: (1) automated 

methods for conflict detection and resolution generation; (2) an interactive resolution choice 
procedure; and (3) records of the negotiation process. After presenting the tool, called Oz, we 
describe the use of its interactive resolution search and choice procedure. We conclude that 
interactive decision support is necessary for effective requirements negotiation. ( 63 Refs) 
Subfile: C 

Descriptors: concurrent engineering; group decision support systems; interactive systems 
Identifiers: interactive decision support; requirements negotiation; concurrent engineering; 
multifaceted analysis; conflict detection; resolution generation; user participation; negotiation 
records; interactive resolution choice procedure; Oz 

Class Codes: C7480 (Production engineering computing); C6130G (Groupware); C7102 ( 
Decision support systems) 
Copyright 1995, IEE 

Abstract: ...a . group of analysts.and system users is a difficult task. It entails conflict 
detection, resolution generation, and resolution choice. In essence, requirements must be 

negotiated. In this article we present a model for requirements themes, we have built a 

tool which provides: (1) automated methods for conflict detection and resolution generation; 
(2) an interactive resolution choice procedure; and (3) records of the negotiation process. 
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After presenting the tool, called Oz, we describe the use of its interactive resolution search 

and choice procedure. We conclude that interactive decision support is necessary for 

effective requirements negotiation. 

Identifiers: ...interactive resolution choice procedure... 

Astronomical Objects: 
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Fulltext available through: STIC Full Text Retrieval Options 
INSPEC 

(c) 2009 Institution of Electrical Engineers. All rights reserved. 
04552178 INSPEC Abstract Number: D90000562 
Title: The heat is on (Gas Consumers Council) 
Author Hallahan, S. 
Journal: Network p. 56-63 

Publication Date: Nov. 1989 Country of Publication: UK 
CODEN: NWRKEA ISSN: 0269-3089 

Language: English Document Type: Journal Paper (JP) 
Treatment: Practical (P) 

Abstract: The Gas Consumers Council-the watchdog of British Gas-has opted to use 12 
discrete networks in its regional offices to deal with the growing number of queries and 
complaints that it receives. The network was set up so that each region has access to its own 
database of complaints and enquiries, but it is the head-office database which processes the 
results of each regional database and issues the monthly reports. This pragmatic approach 
enables GCC's headquarters and regional offices to handle more than 100000 complaints a 
year. ( 0 Refs) 
Subfile: D 

Descriptors: computer networks; public utilities 

Identifiers: Gas Consumers Council; British Gas; networks; regional offices; database 
Class Codes: D2130 (Public utilities); D5020 (Networks and inter-computer 
communications) 

Abstract: ...discrete networks in its regional offices to deal with the growing number of 
queries and complaints that it receives. The network was set up so that each region has 
access to its own database... 

9/5,K/23 (Item 6 from file: 583) Links 
Gale Group Globalbase(TM) 
(c) 2002 Gale/Cengage. All rights reserved. 
09285973 

Mejoria del servicio ha reducido las muertespor electrocucion 

DOMINICAN REP: ELECTRICITY QUALITY HAS IMPROVED 
El Siglo (Dominican Republic) ( AXN ) 09 May 2000 Online 
Language: SPANISH 

In the Dominican Republic, electricity entity Superintendencia de Electricidad (SDE) has 
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improved its quality of service and attention to consumer concerns, and is now implementing 
an educational program to help customers better understand how to effectively utilize 
electricity. As for the quality of electricity service, the entity has improved its networks and 
their security by applying safety measures to low, medium, and high-voltage networks. These 
efforts are evident in the reduction of electrocution deaths, which were high due to low- 
quality, dangerous connections, undetected by the consumer. Secondly, the SDE has put into 
practice a method of facilitating customer concerns with the introduction of resolution 27. 
This mechanism allows the SDE to receive complaints automatically from electricity 
companies to quickly reply to concerns and needs, thereby reducing complaints. As a result 
of this innovative way of dealing with problems, complaints have dropped from 1 30,000 
(August 1999- January 2000) to 30,000 to date. The SDE will also implement an educational 
program for consumers by way of brochures to be placed in customer billing statements, 
company offices, and in major newspapers. The brochures will outline ways to conserve 
energy during peak periods in the summer, and consumer rights and obligations. Meanwhile, 
there are still aspirations to deregulate the SDE and grant autonomy to the entity with the 
approval of the general electricity law, which was submitted to Congress in August 1999 and 
is pending decision. 

Company: SUPERINTENDENCE DE ELECTRICIDAD 

Product: Energy Conservation (2900EC); Energy Department (9106EN ); Production 
Management (9913); Electric Power Generating (491 1); 

Event: Sales & Consumption (65); Company /Organisational History (12); National 
Government Economics (94); Product Standards ( 35); 
Country: Dominican RepUBLIC (3DOM); 

...facilitating customer concerns with the introduction of resolution 27. This mechanism 
allows the SDE to receive complaints automatically from electricity companies to quickly 
reply to concerns and needs, thereby reducing complaints. As... 
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51 735683 S (COMPLAINT? OR ARGUMENT? OR DISPUT? OR GRIEVANCE? OR 
GRIPE? OR CONFLICT OR PROTEST OR PROTESTS) (3N) (RESOL? OR SOLV? OR 
SOLUTION OR PROCESS? OR SYSTEM? ? OR CHANNEL? OR DESK? ? OR COUNTER? ? 
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OR RECEPT? ) 
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Relational development in computer-supported groups. 

Chidambaram, Laku 

MIS Quarterly , v20 , n2 , p!43(23) 

June, 1996 

ISSN: 0276-7783 

Language: English 

Record Type: Fulltext; Abstract 

Word Count: 9313 Line Count: 00791 

...manual" groups: Read case (right arrow) Generate ideas (right 
arrow) 

Discuss alternatives (right arrow) Evaluate choices (right arrow) 

Propose solution. Computer- supported groups used a GSS 

{ GROUPS YSTEMS (R) (TM) ) in a laboratory where each member. . . 
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(c) 2009 Gale/Cengage. All rights reserved. 

10575702 Supplier Number: 21239093 (USE FORMAT 7 OR 9 FOR FULL TEXT ) 
A theory of task/technology fit and group support systems effectiveness. 

Zigurs, Ilze; Buckland, Bonnie K. 

MIS Quarterly , v22 , n3 , p3 13(22) 

Sept, 1998 

ISSN: 0276-7783 

Language: English 

Record Type: Fulltext; Abstract 

Word Count: 1 1 224 Line Count: 00942 

...expected in problem tasks. It has been shown that a task that 
required 

consolidating different solution proposals and 

deciding on the best one had the highest performance with a GSS 
configuration that emphasized information. . . 
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systems that address customer complaints. 

Malley, John; Gooch, William; Griffin, Ken 

HE Solutions , v30 , nl 1 , p37(4) 

Nov, 1998 

ISSN: 1085-1259 

Language: English 

Record Type: Fulltext; Abstract 

Word Count: 2394 Line Count: 00198 

...the customer is right: service companies benefit by applying decision support systems 
that address customer complaints. 

Abstract: A decision support system (DSS) model that can be applied to customer 
complaint resolution is developed. This model of the complaint process addresses four 
important areas, namely, data gathering, decision making, tracking and auditing, and design... 
...warehouse, customer input, and field operational data. The second part in the design of 
customer complaint system, which involves decision making, tends to be the most 
challenging. Relevant factors that should be identified are complaint types, impart factors 
and output action options. The third component of the DSS model, tracking and auditing, 
can be successful if employee compliance with the complaint management strategy is 
audited. Finally, the design of the DSS should involve partnership between the... 
Abstract: 

Text: 



...very competitive economic environment. This article focuses on 
one 

critical element of serving customer needs - complaint 
management . 

When companies fail to meet or exceed customer expectations, 
customers will 

either complain or go elsewhere. It is imperative that customer 
complaints be identified so that necessary corrective actions can 
be 

taken. Doing so can enhance service... 

...facilitate survival of the firm. This article discusses the 
customer 

service process, customer satisfaction, and complaints, then 
develops a decision support system model that can be used to 
resolve 
complaints . 

The customer information system addresses four basic 
functions: data collection, complaint resolution, data storage, 
and ' technical 
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analysis. We will assume data collection and storage are 
available and 

concentrate on the complaint resolution and technical analysis 
processes. As stated earlier, the complaint resolution process is 
where the critical decisions are made. If the customer 
information system is merely an automated transaction processing 
system, management will not resolve complaints satisfactorily. 
This is due to the number and complexity of decisions that must 
be made . . . 

...DSS. Designers and users must work together for successful 
implementation of a DSS to support complaint management in an 
organization. Once this stage of the model has been completed, an 
effort should be made to. . . 

. . .This allows managers to ensure that the system is meeting all 
the 

objectives of the complaint management system. Figure 5 proposes 
a 

modification to the DSS model by adding technical analysis to the 
process . 

Periodically, management needs to download complaint data 

from 

the data warehouse for analysis. This analysis needs to be done 
in order to 

correct process deficiencies, and update service level standards. 
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